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In this challenging era, most of the employees are skilled and knowledgeable and 
organization must know the best strategies on how to retain their employees. 
Employees are tending to leaves their jobs for various reasons and this gives a great 
impact towards organizational efficiency and performance. This study is basically 
conducted to identify the factors that contributed towards employee’s turnover 
intention especially in banking industry. In view of there is only few researches been 
conducted on turnover intention relating to banking industry hence this study is 
focusing on employees from banks. The major factors studied in this research is role 
stress, leader member exchange and job satisfaction. Close ended questionnaire were 
hand-delivered to respondents from five major Islamic banks in Klang Valley. A 
total of 262 completed questionnaires received and collected data were analysed 
using SPSS version 22.0. Majority of the respondents is male (64.5%), between the 
age of 36 to 45 years old (46.2%), most of them are Degree holders (80.2%) and 
about 58.8% respondents are with six to ten years of experience in banking industry. 
According to correlation analysis the results showing that there is a positive 
relationship between role stress and turnover intention. Meanwhile between leader 
member exchange and job satisfaction on turnover intention shows negative 
relationship. However, based to linear regression analysis it shows that the 
relationship between job satisfaction and turnover intention is positive. Thus this has 
rejected hypothesis number three of this research. Based to the findings it is 
suggested that hiring a right person for certain position will reduce in stress level and 
a good leadership style must be implemented. It is suggested that future research 
conducted in banking industry to identify other contributing factors towards turnover 
intention and focusing on top management opinions on turnover intention and 
techniques to overcome such issue.  

















Dalam era yang mencabar ini, kebanyakan pekerja adalah mahir dan berpengetahuan 
serta organisasi perlu tahu strategi terbaik untuk mengekalkan pekerja mereka. 
Pekerja cenderung meninggalkan pekerjaan mereka atas pelbagai sebab dan ini 
memberikan impak yang besar ke arah keupayaan dan prestasi organisasi. Kajian ini 
pada dasarnya dijalankan untuk mengenal pasti faktor-faktor yang menyumbang ke 
arah niat pusing ganti kerja terutamanya dalam industri perbankan. Memandangkan 
hanya terdapat sedikit penyelidikan mengenai isu ini dijalankan dalam industri 
perbankan, maka kajian ini memberi tumpuan kepada pekerja bank. Faktor utama 
yang dikaji dalam kajian ini adalah tekanan peranan, pengaruh kepimpinan LMX dan 
kepuasan kerja. Kaji selidik ini terhad kepada responden dari lima bank Islam utama 
di Lembah Klang. Sejumlah 262 borang soal kaji selidik yang lengkap diterima dan 
data yang dikumpul dianalisa dengan menggunakan perisian SPSS versi 22.0. 
Majoriti responden adalah lelaki (64.5%), berumur antara 36 hingga 45 tahun 
(46.2%), kebanyakannya adalah pemegang Ijazah (80.2%) dan kira-kira 58.8% 
responden mempunyai enam hingga sepuluh tahun pengalaman dalam industri 
perbankan. Menurut analisa korelasi, keputusan menunjukkan bahawa terdapat 
hubungan positif antara tekanan peranan dan niat pusing ganti kerja. Manakala 
pengaruh kepimpinan LMX dan kepuasan kerja terhadap niat pusing ganti kerja 
menunjukkan hubungan negatif. Walaubagaimanapun, berdasarkan analisa regresi 
linear ia menunjukkan bahawa hubungan antara kepuasan kerja dan niat pusing ganti 
kerja adalah positif. Oleh itu, ini telah menolak hipotesis nombor tiga kajian ini. 
Berdasarkan hasil penemuan, disarankan agar majikan mengambil pekerja 
berdasarkan kepada kemahiran tertentu supaya ini dapat mengurangkan kadar 
tekanan dan gaya kepemimpinan yang baik harus diimplementasikan. Adalah 
dicadangkan penyelidikan masa depan dijalankan dalam industri perbankan untuk 
mengenal pasti faktor-faktor penyumbang yang lain ke arah niat pusing ganti kerja 
dan memberi tumpuan kepada pendapat pihak pengurusan tertinggi mengenai niat 
pusing ganti kerja dan teknik untuk mengatasi masalah tersebut. 
 
Kata kunci: tekanan peranan, pengaruh kepimpinan LMX, kepuasan kerja, niat 
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“The most valuable asset of a 21
st
-century institution, whether business or non-
business, will be its knowledge workers and their productivity”, Drucker (2006). As 
such it is vital for employer to keep their best employees with them. Employer also 
should give importance on the problems encountered by employees in organization 
and find out the best solutions to overcome any arouses issues. Employee also is an 
individual who was hired by an employer to do a specific job (Murray, 2019). In 
every organization employees playing important roles in helping the organization to 
achieve goals and for that reason it is a huge and great responsibility of every 
employer to retain skilled and experienced employees with them by providing good 
salary package, benefits and equal opportunity. In consideration of this many 
employees are striving to get more attractive compensation and benefits and more 
people-oriented organization (employee-based organization). By involving 
employees in certain decision making relating to company matters are referred as 
employee-based organization. Throughout this employee feels that they are being 
appreciated as employees in organization thus will create a win-win situation 
between employer and employees.  
Even though with much benefits and empowerment given to employees, still there 
are employees whom make a decision to leave the company. The major issue that 
arises nowadays in every organization is employee’s turnover. In view of this many 
researchers’ starts to conducting studies and research in this area both from practical 
and theoretical standpoint. From a theoretical standpoint, it is important in 
The contents of 
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APPENDIX A: SURVEY QUESTIONNAIRE 
 
CONTRIBUTING FACTORS OF TURNOVER INTENTION AMONG 
EMPLOYEES: A CASE OF FINANCIAL INSTITUTION IN MALAYSIA  
SURVEY QUESTIONNAIRE 
Dear respondent, 
I am final year postgraduate student of Master of Human Resource Management, 
from Universiti Utara Malaysia (UUM). The purpose of this survey is to find out the 
factors that influence the turnover intention of employees. The questionnaire will 
take only 10-15 minutes to feed out at your convenience. Thank you for your kind 
attention and cooperation. 
Yours sincerely,  
Heisah Nor Muhamad  
Instructions: 
 
1) There are THREE (3) sections in this questionnaire. Please answer ALL questions 
in All sections. 
 
2) Completion of this form will take you approximately 10-15 minutes. 
 
3) Please feel free to share your comment in the space provided. The contents of this 





SECTION A: DEMOGRAPHY PROFILE 
 
Please place (√) in the appropriate box and complete the answer. 
1. What is your gender? 
   
2. Which of the following best describes your age? 
-35 years -45 years    -
years 
3. Marital Status: 
  
4. Ethnic group: 
 inese   
5. Highest education completed: 
     
 
6. How many years of working experience do you have in Banking industry? 
 -5 years -10 years -15 years 
years 
7. How long have you worked for your current company? 






8. Position Level? 
   Senior Executive    
 




SECTION B: FACTORS THAT INFLUENCES EMPLOYEES’ TURNOVER 
INTENTION 
The following set of statements related to a factor that influences employees’ 
turnover intention in banking industry. Please circle the number that best reflects 
your opinions about the statement. 
SD = Strongly disagree,    D = Disagree,    N = Neutral,    A = Agree,   SA = strongly 
agree. 
I. ROLE STRESS SD D N A SA 
1. I work under incompatible policies and guidelines. 1 2 3 4 5 
2. I receive incompatible requests from more people. 1 2 3 4 5 
3. I do know if my work is acceptable to my boss. 1 2 3 4 5 
4. I feel certain about how much authority I have 1 2 3 4 5 
5. I have clear planned goals and objectives for my job. 1 2 3 4 5 
6. I know what my responsibilities are. 1 2 3 4 5 
7. I do not have time to finish my job. 1 2 3 4 5 






II. LEADER-MEMBER EXCHANGE SD D N A SA 
1. My superior understands my problems and needs. 
1 2 3 4 5 
2. My superior recognizes my potential. 1 2 3 4 5 
3. Regardless of how much formal authority my superior has 
built into his or her position, my superior would be 
personally inclined to use his or her power to help me solve 
problems in my work. 
1 2 3 4 5 
4. My superior has enough confidence in me that he or she 
would defend and justify my decisions if I were not present 
to do so. 
1 2 3 4 5 
5. I usually know where I stand with my superior. 1 2 3 4 5 
6. My working relationship with my superior is extremely 
effective. 
1 2 3 4 5 
 
III. JOB SATISFACTION SD D N A SA 
1. I find real enjoyment in my job. 1 2 3 4 5 
2. I consider my job rather unpleasant. 1 2 3 4 5 
3. I am often not bored with my job. 1 2 3 4 5 
4. I am well satisfied with my job. 1 2 3 4 5 
5. I definitely dislike my job. 1 2 3 4 5 
6. Most days I am enthusiastic with my job. 1 2 3 4 5 
 
IV. TURNOVER INTENTION SD D N A SA 
1. I plan to leave my banking company as soon as possible. 1 2 3 4 5 
2. I would be reluctant to leave my banking company. 1 2 3 4 5 












Thank you very much for your participation. 
 
Your time and opinions are greatly appreciated. 
 
